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EFFICIENCY  PLAN  2000 

The  San  Francisco  Department  of  Public  Works  is  one  of  many  government 
agencies  across  the  country  that  has  a quality  customer  service  focus  and  is 
working  to  improve  its  processes  and  become  more  efficient  and  effective.  Its 
journey  to  achieve  quality  is  far  from  over,  but  the  efforts  that  DPW  has 
undertaken  so  far  are  beginning  to  pay  off. 

DPW  has  dramatically  shortened  its  response  time  on  customer  service 
requests,  streamlined  its  permitting  process,  and  initiated  a street  coordination 
center  to  make  sure  all  excavations  planned  on  a particular  street  are  done  at 
once,  thereby  minimizing  disruption  to  local  residents  and  businesses.  These 
are  just  some  of  the  efficiencies  that  the  Department  has  accomplished  through 
focusing  the  efforts  of  its  employees  on  customer  service  and  satisfaction. 

This  Efficiency  Plan  document  traces  the  history  of  DPW’s  shift  to  a customer 
service  environment  and  outlines  the  department’s  goals  and  objectives  for  the 
coming  fiscal  year. 

STRATEGIC  PLANNING 

A.  MISSION 

In  1996,  the  Department  of  Public  Works  formed  the  Quality  Assurance  Council 
(QAC)  as  a driving  force  for  organizational  change  and  improvement  in  customer 
satisfaction.  The  QAC  is  made  up  of  5%  of  DPW’s  workforce,  combining  all 
levels  and  bureaus.  As  an  outcome  of  the  QAC’s  first  annual  retreat,  a Process 
Improvement  Team  (PIT)  was  formed  to  develop  a new  mission  statement 
reflecting  the  department’s  increased  focus  on  customer  service.  Based  on  initial 
input  from  more  than  60  DPW  managers  and  employees,  the  group  developed 
the  following  statement  and  the  department  adopted  it  in  1997: 

“Improving  the  Quality  of  Life  in  San  Francisco.”  We  are  dedicated 
individuals  committed  to  teamwork,  customer  service  and  continuous 
improvement  in  partnership  with  the  community. 

Every  DPW  employee  relates  to  this  mission  statement  in  terms  of  how  his  or  her 
own  job  affects  the  people  of  San  Francisco,  whether  he/she  repairs  potholes, 
trims  trees,  sweeps  streets,  designs  City  buildings,  prepares  budgets  for  capital 
projects,  trains  employees  in  customer  service,  or  maintains  the  payroll  system. 
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B.  GENERAL  GOALS  AND  OBJECTIVES 


The  general  goals  and  objectives  of  the  DPW  are  to  maintain  the  public  right  of 
way,  and  design  and  manage  the  construction  of  capital  projects.  In  each  of 
these  major  areas,  employees  are  focused  on  goals  that  reinforce  our 
commitment  to  quality  customer  service  for  the  people  of  San  Francisco. 

C.  STRATEGIC  GOALS  AND  OBJECTIVES 

Strategic  Planning  For  Excellent  Customer  Service.  Since  1996,  strategic 
planning  for  excellent  service  in  DPW  has  focused  on  improving  customer 
satisfaction,  providing  quality  service,  and  improving  communications  with  the 
department’s  internal  and  external  customers  and  with  all  DPW  employees.  The 
department  has  consistently  used  six  strategic  goals  and  objectives  to  achieve 
the  mission  of  excellent  service.  These  goals  focus  on: 

• Quality 

• Access  to  City  Services 

• Customer  Satisfaction 

• Star  Quality  Employees 

• Communication 

• Employee  Training  and  Development. 

1 . Focus  on  Quality.  DPW’s  goal  is  to  maintain  a high  rate  of  customer 
satisfaction.  To  improve  customer  satisfaction,  the  QAC  works  to  ensure  quality 
service  to  our  customers  and  has  a positive  and  powerful  impact,  especially  in 
creating  buy-in  and  commitment  to  quality  customer  service  throughout  the 
organization  in  operations,  accounting,  engineering,  architecture,  and  other 
services.  A core  group,  consisting  of  the  Director  and  his  management  team, 
reviews  recommendations  from  the  QAC  and  from  Process  Improvement  Teams 
that  have  been  formed  with  the  support  of  the  QAC,  and  facilitates  process 
improvements. 

QAC  members  reflect  on  department-wide  issues,  distribute  information  about 
quality  principles,  and  guide  the  Process  Improvement  Teams  (PITs)  on  a 
monthly  basis.  PITs  are  quality  action  teams  empowered  to  identify  and 
implement  improvements  throughout  the  organization. 

2.  Focus  on  Access  to  City  Services.  DPW  strives  to  provide  residents  with 
increased  access  to  city  services  in  the  following  ways: 

• The  Neighborhood  City  Hall  program  provides  the  public  with  a one-stop  point 
of  contact  for  city  services  in  their  own  neighborhood.  The  program  covers  all 
of  the  city’s  11  Supervisorial  Districts. 

• DPW  conducts  Quality  of  Life  Neighborhood  Forums  that  have  generated 
numerous  services  to  the  targeted  neighborhoods. 

• DPW  revised  the  “Friendly  Guide  to  City  Services”  and  placed  it  on  the  city’s 
web  site. 
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• DPW  maintains  a web  site  where  services  can  be  accessed. 

• DPW  will  establish  an  Eforum  where  residents  can  log  on  to  DPW’s  web  page 
and  establish  a dialogue  with  other  residents  about  quality  of  life  issues  on 
line. 

3.  Focus  on  Customer  Satisfaction.  Some  examples  of  process 
improvements  that  have  already  been  successful  are: 

• Permit  streamlining  for  customers; 

• Improving  customer  complaint  handling; 

• A customer-focused  street  paving  program; 

• Providing  tours  of  Public  Works  projects  to  the  public; 

• Training  and  development  for  DPW  staff  in  quality; 

• Improving  internal  communications; 

• Delivering  cost-effective  quality  projects  to  client  departments. 

4.  Focus  on  DPW  Star  Quality  Employees.  Through  a department-wide 
recognition  system,  DPW  identifies  employees  who  have  provided  excellent 
customer  service  and  rewards  them.  Supervisors  and  fellow  employees  may 
nominate  individuals  or  teams  to  receive  these  awards,  and  must  specify  the 
customer  service  objectives  that  nominees  achieved  in  order  to  have  them 
considered.  In  addition,  employees  are  given  special  recognition  at  monthly 
QAC  meetings,  in  the  employee  newsletter,  and  in  Bureau  staff  meetings. 

5.  Focus  on  Communication.  DPW’s  Office  of  Communication  and  Public 
Affairs  addresses  customer  issues  and  helps  align  customer  needs  with  DPW’s 
mission  of  providing  quality  services.  The  QAC,  DPW  management  and  Public 
Works  Training  and  Development  are  working  to  improve  communications  within 
the  department. 

To  increase  two-way  communication  with  DPW’s  customers,  several 
mechanisms  have  been  put  into  place: 

• A customer  satisfaction  survey  is  mailed  to  customers  twice  per  year  to 
assess  our  performance.  The  department  distributes  approximately  1,000 
surveys  annually. 

• Customer  satisfaction  survey  cards  are  distributed  at  community 
meetings,  over  the  counter,  and  in  the  field. 

• The  Department’s  web  site  offers  customers  the  option  of  giving  their 
feedback  or  requests  for  service  on-line. 

• Two  newsletters  are  currently  sent  to  neighborhood  groups  and  others. 
Heartbeats  is  sent  to  more  than  200  neighborhood  and  merchant 
organizations.  The  newsletter  highlights  improved  customer  services, 
public/private  partnerships,  and  recent  projects.  The  Clean  City  Journal  is 
a newer  publication  and  focuses  on  clean  streets,  graffiti  abatement  and 
other  quality  of  life  issues. 
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• Quality  of  Life  meetings  are  held  approximately  six  times  per  year  to  invite 
resident  input  in  the  form  of  panel  discussions  in  the  neighborhoods. 

• Pre-  and  post-construction  surveys  are  conducted  on  all  major 
construction  projects.  In  a recent  project  on  Montgomery  Street,  for 
example,  post  construction  surveys  were  mailed  to  437  property  owners 
and  over  8,000  businesses. 

To  improve  how  DPW  communicates  its  mission  and  core  values  to  all 
employees,  a communications  survey  was  developed  and  administered  by  a 
Communications  Process  Improvement  Team  in  1999/2000  to  all  DPW 
employees;  more  than  50%  participated.  As  a result  of  the  survey  report: 

• DPW’s  Acting  Director  has  instituted  a series  of  quarterly  Quality  of  Work 
Life  Meetings  in  all  DPW  Bureaus  and  Divisions. 

• The  department  is  expanding  the  use  of  360  degree  feedback  to  give 
managers  and  supervisors  more  feedback  on  their  communication  skills 
and  style. 

• The  DPW  employee  newsletter  has  begun  an  “Ask  the  Manager”  column. 

• Each  Bureau  has  a committee  of  managers  and  employees  working  on 
ways  to  follow  up  on  the  results  of  the  survey. 

• The  Department  plans  to  administer  the  survey  again  within  the  year. 

6.  Focus  on  Employee  Training  and  Development.  Long  term  professional 
training  and  development  is  key  to  building  a customer  service  focus  in  the 
department.  The  Staff  Development  and  Training  Unit  was  expanded  three 
years  ago  to  provide  quality  management  and  customer  service  training,  and  to 
support  the  Quality  Assurance  Council  and  the  continuous  improvement  effort 
spearheaded  by  Process  Improvement  Teams. 

All  of  DPW’s  development  and  training  programs  are  aligned  with  the 
department’s  mission  and  values.  In  addition  to  training  900  DPW  employees  in 
quality,  process  improvement  and  customer  service  annually,  Training  and 
Development  last  year  provided  sexual  harassment/discrimination  prevention 
and  diversity  training  for  520  employees.  This  training  helps  create  an 
environment  in  which  employees  feel  valued  and  supported,  so  that  they  can 
better  focus  on  providing  quality  customer  service. 

The  Training  and  Development  Unit  provides  ongoing  facilitation  services  for 
Process  Improvement  Team  meetings,  and  has  also  trained  other  DPW  staff  to 
become  PIT  facilitators.  Training  and  Development  conducts  training  on  various 
aspects  of  quality  management  at  the  monthly  Quality  Assurance  Council 
meetings.  The  Training  and  Development  Unit  also  conducts  the  annual  QAC 
Retreat,  which  strengthens  the  Department’s  internal  lines  of  communication 
about  quality,  continuous  improvement  and  customer  service.  In  1999  the  Third 
Annual  Retreat  was  attended  by  89  members  of  the  department;  109  DPW 
managers  and  employees  participated  in  the  Fourth  Annual  Retreat,  held  in 
February  2000. 
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Strategic  Planning  for  Specific  Services.  In  addition  to  the  overall  strategic 
goals  and  objectives  that  support  our  customer  service  objectives,  each  specific 
program  has  its  own  strategic  plan.  Here  is  a sampling  of  these  strategic  plans: 

• The  Street 
Construction 
Coordination  Center 
has  a strategic  plan 
focused  on  reducing 
the  impact  of 
excavations  in  the 
streets  through 
promoting  joint 
excavations  and 
through  the  review  and 
permit  process.  Last 
year,  the  SCCC  was 
able  to  reduce 
excavations  by  41  % 
using  these  strategies. 

• The  Bureau  of  Architecture  and  the  Bureau  of  Engineering  have  a 
strategic  goal  to  reduce  change  orders  on  capital  projects  through  better 
design  work. 

• The  Bureau  of  Construction  Management  has  set  two  strategic  goals  for 
this  year:  1)  through  better  management  of  construction  contracts,  to 
reduce  change  orders  from  no  more  than  10%  of  the  contract  amount  to 
no  more  than  9.5%  of  the  contract  amount,  on  those  contracts  that  are 
less  than  $2  million;  2)  evaluate  80%  of  completed  contracts  for 
performance  within  30  days  of  completion. 

D.  RELATIONSHIP  TO  PERFORMANCE  GOALS  AND  OBJECTIVES 

The  six  strategic  goals  and  objectives  described  above  are  all  aligned  to  support 
the  specific  performance  goals  and  objectives  identified  at  the  beginning  of  each 
fiscal  year.  Through  communication  at  the  QAC,  in  the  employee  newsletter  and 
in  Town  Hall  and  Quality  of  Work  Life  Meetings  as  well  as  in  staff  training 
programs  and  staff  meetings,  employees  in  every  part  of  DPW  are  informed  of 
these  performance  goals,  so  that  they  see  the  link  between  these  goals  and  their 
own  day-to-day  work. 

E.  EXTERNAL  FACTORS 

While  working  from  within  the  organization  to  achieve  quality  customer  service, 
Public  Works  must  also  anticipate  and  deal  with  a variety  of  external  factors: 

• Privatization — a number  of  Public  Works  services  are  offered  by  private 
sector  organizations  who  compete  for  the  contracts  that  other  City 
departments  award  to  DPW  (i.e.  architecture,  engineering,  janitorial); 
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• Budget  constraints — Public  Works  is  working  to  implement  quality 
improvements  in  customer  service  in  a fiscal  environment  that  is  line-item 
driven; 

• New  district  elections  may  result  in  new  priorities  and  pressures  being 
communicated  by  the  Board  of  Supervisors; 

• As  the  infrastructure  of  San  Francisco  ages,  DPW  faces  increased  repair 
and  maintenance  demands  in  the  face  of  a static  budget; 

• In  the  emerging  new  economy,  Public  Works  must  compete  with  other 
employers  for  motivated  and  highly  skilled  workers 

F.  PROGRAM  EVALUATIONS 

Each  of  the  Department’s  programs  is  evaluated  based  on  specific  performance 
measures  that  are  identified  at  the  beginning  of  the  fiscal  year.  A key  evaluation 
process  is  soliciting  feedback  from  customers,  something  that  is  done  in  every 
program  in  the  Department.  For  example,  DPW  project  managers,  engineers 
and  architects  routinely  solicit  customer  feedback  at  the  end  of  every 
construction  project  with  questionnaires  and  during  “lessons  learned”  meetings. 

Operations-based  programs  (street  cleaning,  tree  and  landscape  maintenance, 
graffiti  abatement,  sewer  repair,  pot  hole  repair)  are  now  being  supported  with  a 
professionally  developed  and  administered  survey  consisting  of  focus  groups  and 
telephone  surveys.  The  data  gathered  in  these  customer  surveys  is  reported 
back  to  the  bureaus  on  a regular  basis. 

The  Department: 

• routinely  establishes  Process  Improvement  Teams  to  assess  and  improve 
upon  current  services. 

• develops  Pilot  Programs  whenever  feasible.  The  Friendly  Guide  to  City 
Services  and  the  News  Rack  Program  are  examples  of  major  services 
provided  by  the  department  that  elicited  extensive  public  feedback  prior  to 
implementation. 

• actively  solicits  feedback  through  its  web  site  www.sfdpw.com,  through 
Customer  Satisfaction  Surveys  provided  to  the  public  and  through  "Quality  of 
Life”  meetings  held  throughout  the  year  to  gain  public  feedback  and  concerns. 

• has  hired  a consultant  to  conduct  focus  groups  and  telephone  surveys 
throughout  the  City  to  assess  the  public’s  awareness  of  public  works  services. 

• regularly  quantifies  service  by  measuring  the  number  of  curb  miles  of  streets 
cleaned,  the  number  of  tons  of  trash  collected  and  disposed  of,  the  number  of 
pot  holes  filled,  the  number  of  service  requests  received  and  responded  to, 
the  average  time  it  takes  to  respond  to  service  requests,  the  number  of 
citations  issued,  and  the  number  of  square  feet  of  graffiti  abated. 

Sources  for  the  data  collected  in  surveys  are  either  customers  who  are  directly 
connected  with  projects  or  a scientific  sample  of  the  general  population.  Surveys 
are  done  quarterly;  customer  service  questionnaires  are  done  annually  or  at  the 
end  of  projects,  whichever  comes  sooner.  Sources  for  the  other  data  include 
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individual  employee  logs,  supervisors’  weekly  repprts,  and  other  manual  and 
automated  counts. 

CUSTOMER  SERVICE 

A.  PUBLIC  WORKS  CUSTOMERS 

The  Department’s  customers  include  residents,  visitors,  merchants,  business 
owners,  and  property  owners.  Also,  a large  part  of  DPW’s  services  are  provided 
to  other  city  departments  in  the  form  of  capital  project  design,  development, 
management  and  engineering. 

B.  SERVICE  QUALITY  BENCHMARKS/  CUSTOMER  SERVICE  OBJECTIVES 

1 .Customer  Service  Objectives.  DPW  is  continually  looking  for  ways  to 
streamline  and  improve  its  service  to  all  its  customers.  Among  new  projects  that 
have  been  developed  recently  are  the  Pavement  Management  System,  which 
has  established  criteria  for  determining  when  all  City  streets  will  be  repaved. 

This  was  the  result  of  a Process  Improvement  Team. 

About  ten  new  PITs  will  be  formed  this  year  to  deal  with  other  issues  of  quality 
customer  service.  DPW  will  also  conduct  an  additional  six  Quality  of  Life 
meetings,  and  will  continue  to  conduct  customer  satisfaction  surveys  two  times 
per  year.  The  department  has  a goal  of  increasing  the  level  of  satisfactory 
responses  in  the  customer  satisfaction  surveys  by  10  percent. 

2.  Performance  and  Review  Ordinance  Pilot  Project.  The  strategic  planning 
objectives  described  earlier  in  this  Plan  are  department-wide,  and  are  designed 
to  maximize  our  customer  satisfaction  in  every  area  of  Public  Works.  The  pilot 
project  applies  these  principles  more  explicitly  to  a specific  program  that 
represents  one  part  of  DPWs  mission.  The  department  went  to  our  customers 
and  asked  them  to  identify  their  highest  priorities  for  this  specific  program  at  the 
Bureau  of  Street  and  Environmental  Services  (BSES).  In  effect,  through  a 
survey  conducted  by  a consultant  working  with  DPW,  our  customers  selected  the 
six  specific  customer  service  goals 
DPW  has  established  for  the 
Performance  and  Review 
Ordinance  Pilot  Project  for 
FY200/01: 


• Provide  street  cleaning  to 
approximately  95%  of  the 
City  streets  one  to  seven 
times  per  week  using 
mechanical  street  sweeping 
machines.  The  department 
swept  1 13,000  curb  miles 
mechanically  in  1998-99; 


Total  Curb  Miles  of  Mechanical  Street  Cleaning 

200,000  | 

175,000 -j 


150,000 
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Last  year  it  swept  1 15,000  curb  miles;  in  this  Fiscal  Year,  another  1 ,000 
curb  miles  will  be  added  to  the  program. 

• Provide  enhanced  daily  hand  sweeping  and  cleaning  of  the  public  right  of 
way,  and  improve  rating  of  overall  perception  of  City-wide  cleanliness  and 
neighborhood  cleanliness.  In  1998-99,  5,200  curb  miles  were  swept 
manually;  in  1999-2000,  31,000  curb  miles  were  swept  manually.  This 
number  will  increase  again  in  2000-01. 


• Enforce  Public  Works  Code,  Health  Code  and  Police  Code  sections 
dealing  with  sidewalk  nuisances,  illegal  dumping  and  illegal  garbage 
putout  with  an  increased  emphasis  on  citations  as  well  as  on  warnings. 
While  DPW  will  continue  its  program  of  prevention  through  education  and 
awareness,  it  will  also  move  into  a new  phase  of  the  program.  With  more 
Environmental  Control  Officers  on  staff,  DPW  plans  to  also  increase  the 
number  of  citations  issued  to  Code  violators. 

• Increase  public  awareness  and  participation  in  the  on-going  graffiti 
abatement  program,  and  enforce  and  expand  the  Graffiti  Ordinance. 
Abate  an  additional  100,000  square  feet  of  graffiti  in  FY  2000/2001 . 

• Provide  tree  maintenance  and  emergency  service  to  30,000  trees  on  the 
public  right  of  way  to  maintain  a healthy,  attractive  and  well-maintained 
urban  forest.  Improve  the  consolidation  of  the  unit,  develop  a new 
mission  statement  and  establish  regular  maintenance  schedules,  so  that 
4,200  trees  and  210  acres  of  landscaping  are  serviced. 

• Expand  the  Adopt-A-Street  program  to  achieve  a 5 per  cent  increase  in 
the  number  of  partnerships  between  the  City  and  its  merchants  and 
residents. 

2.  Benefits  to  DPW’s  Customers.  Each  of  the  performance  goals  established 
for  this  year  produces  benefits  for  the  customers  DPW  serves: 

• The  expanded  mechanical  street  cleaning  program  provides  cleaner 
streets  and  a healthy  and  pleasant  environment  to  residents,  workers 
and  visitors. 

• The  enhanced  manual  sweeping  program  targets  heavily  traveled 
commercial  corridors  at  specific  times  of  day,  when  lunchtime  and 
weekend  litter  can  be  removed  quickly  to  make  the  streets  noticeably 
cleaner.  The  assigned  block  sweeper  becomes  a visible  symbol  of  the 
City’s  concern  and  partnership  with  residents  in  improving  the  quality  of 
life  in  their  neighborhoods. 

• Our  Code  Enforcement  Program  identifies  and  educates  the  people  who 
are  responsible  for  breaking  City  litter  laws.  This  year,  DPW  will  balance 
the  education  program  with  stepped-up  attention  to  citations  for  those 
who  do  not  respond  to  the  educational  approach.  This  balanced 
approach  promises  to  reduce  incidents  of  littering  and  illegal  dumping, 
thereby  adding  to  the  overall  cleanliness  of  the  City. 
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• Graffiti  abatement  improves  the  value  of  neighborhoods  and  contributes 
to  a more  pleasing  environment.  When  graffiti  is  left  unchecked,  it 
attracts  more  vandalism,  so  the  abatement  program  not  only  cleans  up  a 
neighborhood  but  also  keeps  it  from  becoming  a “graffiti  hot  spot”  and 
inhibits  the  spread  of  graffiti. 

• The  trees  and  plantings  along  our  thoroughfares  enhance  the  beauty  of 
our  City  and  its  neighborhoods.  Through  the  exchange  of  oxygen,  they 
clean  the  air  and  provide  a more  healthy  environment.  Our  program  not 
only  maintains  and  preserves  our  urban  forest  but  also  provides 
clearances  for  street  sweeping  and  safe  and  adequate  lines  of  sight 
along  streets  and  thoroughfares. 

• The  Adopt-A-Street  Program  brings  neighbors  together  to  keep  their 
streets  and  sidewalks  clean,  and  provides  meaningful  employment  to 
former  General  Assistance  recipients,  who  are  employed  under  this 
program  by  the  non-profit  San  Francisco  League  of  Urban  Gardeners 
(SLUG). 

3.  Meeting  Performance  Goals.  DPW  plans  to  meet  these  performance  goals 
in  part  through  strategic  realignment  of  its  staffing  and  scheduling: 

• Staffing  for  both  the  mechanical  and  manual  sweeping  programs  has  been 
increased  this  year,  and  the  sweeping  schedule  has  been  expanded  to  7 
days  per  week,  24  hours  per  day. 

• The  number  of  environmental  control  officers  responsible  for  enforcing  the 
litter  laws  has  also  increased.  In  addition,  the  emphasis  of  this  program  is 
shifting,  to  balance  educational  outreach  with  citations  to  provide  an  even 
more  compelling  deterrent  to  illegal  and  chronic  littering  as  needed. 

Other  strategies  include: 

• Enforcing  the  Graffiti 
Ordinance,  which 
now  requires 
property  owners  to 
assume 

responsibility  for 
their  own  graffiti 
abatement  after  just 
one  service  per  year 
from  DPW. 

Enforcing  this 
clause  in  the 
Ordinance  will  free 
DPW’s  Graffiti 
Abatement  Unit  to 
work  with  more 

residents,  respond  more  quickly  and  cover  more  square  footage 


Square  Feet  of  Graffiti  Removed 


o 

1,300,000 

I 
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• The  number  of  trees  and  landscaped  areas  under  DPW  jurisdiction  is 
growing.  In  addition,  as  trees  and  plants  mature,  it  takes  more  time  and 
effort  to  maintain  them.  DPW  is  meeting  this  challenge  by  strengthening 
and  consolidating  the  urban  forestry  and  landscaping  units  and 
regularizing  maintenance  schedules. 

• The  Adopt-A- 
Street  partnership 
between  the  City 
and  its  merchants 
and  residents  will 
continue  to  grow 
this  year, 
supported  by 
increased 
enforcement  of 
pertinent  codes 
and  more 
educational 
outreach  to 
merchant  and  neighborhood  groups. 

4.  Provide  Comparison  with  Other  Cities  and  Departments.  Through  the 
Quality  Assurance  Council  and  Process  Improvement  Teams,  DPW  frequently 
reaches  out  to  other  organizations,  both  private  sector  and  government  agencies, 
to  identify  best  practices  and  learn  new  approaches  to  improvement. 

The  QAC  hosted  a presentation  by  the  Public  Works  Directors  of  Sacramento 
County  and  the  City  of  Sacramento  which  provided  a mode!  for  DPW’s 
Communications  Survey.  In  addition,  the  department  has  contacted  Public 
Works  departments  in  Los  Angeles,  New  York  and  Sunnyvale.  Some  cities  are 
just  beginning  the  change  to  outcome-based  strategic  planning  and  measuring, 
such  as  the  City  of  Los  Angeles,  while  others  have  been  working  on  the  process 
for  years.  For  instance,  in  Sunnyvale,  Public  Works  has  recently  restructured 
from  23  programs  to  eight  with  performance-based  indicators  and  customers 
driving  the  process. 

Other  presenters  at  the  QAC  have  included  Nordstrom’s,  Chevron,  and  Siemens 
International.  In  addition,  Process  Improvement  Tepms  have  contacted  other 
agencies,  such  as  the  City  of  Los  Angeles  and  thq  City  of  Houston,  to  learn  about 
their  approaches  to  process  improvements. 


Litter  Law  Enforcement  & Educational  Outreach 
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Annual  Performance  Plan  for  FY  2000/01 

For  each  of  the  six  performance  goals  established  for  this  year’s  Performance 
Plan,  DPW  has  set  specific  measures. 

A.  INDICATORS  OF  OUTPUTS.  SERVICE  LEVELS  AND  OUTCOMES 


• In  the  mechanical  and  manual  street  sweeping  programs,  the  outputs  are 
the  number  of  curb  miles  cleaned  and  the  number  of  tons  of  litter  and 
debris  removed  from  City  streets.  The  outcomes  will  be  measured  by  the 
results  of  the  Controller’s  annual  citizen  survey,  which  rates  the  perception 
of  City-wide  and  neighborhood  cleanliness,  and  by  DPW’s  own  customer 
telephone  survey,  conducted  in  all  districts  periodically  throughout  the 
fiscal  year. 

• Enforcing  the  litter  laws  and  codes — outputs  include  the  number  of 
educational  contacts  made,  and  the  numbers  of  warnings  and  citations 
issued.  These  outputs  have  increased  by  10,000  per  year  and  will  grow 
again  in  this  new  Fiscal  Year.  The  outcome  of  increasing  the  ratio  of 
citations  issued  to  the  number  of  educational  contacts  and  warnings  will 
be  a reduction  in  aggressive  littering  and  illegal  dumping.  This  will  be 
measured  by  an  analysis  of  the  service  requests  received  on  DPW’s 
“2020”  hot  line. 

• The  outputs  of  the  Graffiti  Abatement  Program  are  the  number  of  square 
feet  of  graffiti  removed.  The  outcome  will  be  a reduction  in  the  number  of 
“copycat”  incidents  and  in  graffiti  “hot  spots”. 

• Measures  for  the  Urban  Forestry  and  Landscaping  Program  include  the 
number  of  trees  and  the  number  of  acres  of  landscaping  serviced. 
Outcomes  will  be  measured  by  DPW’s  telephone  surveys  and  will  take  the 
form  of  an  increase  in  positive  perceptions  of  DPW  service  by  customers. 

• Adopt-A-Street  has  three  measures:  the  number  of  private  volunteers 
signed  up  with  the  program;  the  number  of  participants  employed  in  the 
program  (former  General  Assistance  recipients  and  homeless  individuals), 
and  the  number  of  bags  of  litter  picked  up  by  the  participants.  Outcomes 
will  include  more  involvement  by  local  businesses  in  maintaining  a clean 
and  healthy  environment. 

B.  COMPARING  RESULTS  TO  GOALS  SET:  VERIFYING  AND  VALIDATING 
STANDARDS 


At  the  core  of  DPW’s  strategy  as  we  develop  this  performance  plan  is  tapping 
into  what  our  customers  consider  most  important  about  the  services  we  provide. 
As  described  above,  the  department  is  working  with  a consulting  firm  to  solicit 
public  comment  and  identify  the  performance  goals  that  are  most  closely  aligned 
with  customer  priorities  and  expectations.  Through  focus  groups  and  a 
telephone  survey,  the  firm  has  generated  baseline  data  that  assesses  community 
satisfaction  with  current  services  provided  by  the  City  and  will  be  used  to 
measure  how  perceptions  have  changed  in  future  surveys.  Additionally,  the 
surveys  identify  potential  future  needs  as  perceived  by  our  customers. 
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Also,  DPW  will  monitor  the  progress  of  each  of  the  functions  targeted  by  this 
year’s  goals  through  weekly  and  monthly  reports  that  measure  the  number  of 
curb  miles  of  streets  swept,  the  number  of  square  feet  of  graffiti  abated,  the 
number  of  citations  issued,  acres  of  landscaping  and  numbers  of  trees  serviced, 
the  number  of  volunteers  signed  up  for  our  Adopt-A-Street  program  and  the 
number  of  bags  of  litter  picked  up  by  participants. 

ANNUAL  PERFORMANCE  EVALUATION 

For  the  past  three  years,  the  Department  of  Public  Works  has  formatted  its 
Annual  Report  as  an  evaluation  of  the  Department’s  performance  on  all  the 
elements  of  its  Customer  Service  Plan.  Each  Bureau  and  program  is  charted  in 
the  report  to  compare  current  performance  to  that  of  past  years.  It  also  shows 
how  the  next  year’s  plan  compares  to  prior  year  performance. 

The  report  also  contains  a description  of  each  program,  the  increase  in  service 
level  that  has  been  achieved,  and  the  benefits  each  program  provides  to  DPW’s 
customers. 

Finally,  the  report  includes  direct  quotes  from  customers  commenting  on  the 
services  they  have  received. 

CONCLUSION 

The  Department  of  Public  Works  has  always  prided  itself  on  being  quick  to 
respond  in  emergencies,  technically  expert,  and  able  to  determine  what’s  good 
for  the  community  and  provide  it. 

In  the  past  four  years,  the  Department  has  added  a new  dimension  to  its  service 
to  the  public.  DPW  has  gone  beyond  just  relying  on  its  technical  strengths  to 
focus  on  communication  with  its  customers,  reaching  out  to  them  through 
community  meetings,  surveys  and  newsletters  to  create  better  understanding  of 
their  needs  and  to  come  up  with  new  ways  to  meet  those  needs. 

Milestones  in  this  evolution  include: 

• Establishing  the  Quality  Assurance  Council; 

• Supporting  the  Neighborhood  City  Halls; 

• Holding  Quality  of  Life  Meetings  in  alliance  with  other  City  Departments; 

• Establishing  the  Street  Construction  Coordination  Center  and  reducing 
the  number  of  excavations  within  a year  by  41  % last  year; 

• Streamlining  the  Permit  Process; 

• Initiating  “Flashlight  Tours”  that  open  up  Public  Works  to  the  public; 

• Instituting  a Public  Affairs  Office  in  the  Director’s  Office  for  better 
customer  outreach; 

• Producing  a series  of  videos  that  explain  to  our  customers  how  we 
manage  construction  projects; 
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Consolidating  most  customer  service  requests  that  come  in  by  telephone 
to  a single  point  of  contact  and  reducing  response  time  to  less  than  24 
hours  in  many  instances; 

Establishing  post  card  responses  acknowledging  receipt  of  every  letter 
that  goes  to  the  Director’s  Office; 

Working  with  the  community  to  come  up  with  a repaving  plan  for 
Montgomery  Street;  paving  the  street  in  just  seven  days  by  working  with 
merchants  and  community; 

Initiating  DPW  participation  in  the  City’s  two  largest  annual  community 
parades; 

Implementing  the  Mayor’s  vision  for  a Great  Sweep  Program. 

Initiating  the  Big  Brush  Up,  a graffiti  abatement  program  that  incorporates 
volunteers; 

Establishing  an  Adopt-A-Street  Program; 

Instituting  a Block  by  Block  Program  in  which  manual  sweepers 
supplement  the  mechanical  sweeping  program; 

Conducting  the  Department’s  first  Communications  Audit  Survey,  in 
which  over  50%  of  the  employees  participated; 

Producing  increasingly  bigger  and  better  annual  QAC  retreats,  with  the 
fourth  annual  retreat  attended  by  109  DPW  employees; 

Implementing  the  News  Rack  Program  based  on  ordinance  passed  in 
1996;  through  a customer  survey,  enabled  residents  to  pick  the  new 
design  and  over  the  next  four  years,  will  install  pedestal  mounted  news 
racks  throughout  the  City; 

Developing  and  launching  two  newsletters  for  the  community: 
Heartbeats  in  1997  and  Clean  City  Journal  in  2000. 
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